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Asian companies are successfully leveraging IT to make a mark in the region and beyond. Singapore Management
University information systems professors Jae Kyu Lee (now Dean, School of Business, Korea Advanced Institute of
Science and Technology) and Benjamin Gan Kok Siew, and Nanyang Technological University information technology
and operations management professor Vijay Sethi recently co-edited Premier e-Business Cases from Asia: Problem-
Solution-Challenge-Impact Approach. 
The book provides an overview of IT leadership and vision as well as innovative IT management practices across 18
Asian companies in Korea and Singapore involved in manufacturing, telecommunications, banking ,and online
communities amongst others. Companies range from new start-ups to large mature corporations in the private and
public sectors. Says Gan, the cases show “how, through foresight and persistence, Asian enterprises learnt from
global leaders, adapted best practices, and built their own models of success that today are challenging those of
their mentors.”  
Originally developed in Korea, and updated and translated into English, the 16 case studies were selected from a
total of 60, developed over five years, by an editorial board comprising academics and industry experts with input
and support from the Federation of Korean Industries. The two Singapore examples, on eNETS and BigTrumpet, were
developed by Gan and Sethi and associates, respectively. The cases use the Problem–Solution–Challenge–Impact
(PSCI) framework to identify key problems, appropriate solutions within specific contexts, organisational and
technical challenges, and the impact of the solutions. Says Gan, “the comprehensive explanation of the issues, like a
biography of a business, can also help industry practitioners understand their own problems, challenges and
solutions.”
Three of the cases are summarised below, one from Korea and two from Singapore.
Korean Government Does E-Procurement
According to the co-authors of this study, Jae Yong Lee, Gyoo Gun Lim, Yukun Hahm and Seogjun Lee, the Korean
public procurement market size amounts to US$80 billion, about 12% of Korea’s GDP. Since 1949, the Public
Procurement Service (PPS), a centralised system allowed almost a thousand employees to handle the government
procurement functions. But with growing local autonomy in the 1990s and extensive decentralisation, drastic
changes were made to the management of PPS. Many local companies pressed for decentralisation of procurement.
There was also increasing pressure for greater transparency of the system after accession to the WTO’s
Government Procurement Agreement (GPA).
In 2002, PPS successfully established a Government E-procurement System (GePS), which provided a single window
for public organisations and suppliers to make transactions more conveniently. The GePS system has been a huge
success. As of 2005, 150,000 suppliers and 30,000 public organizations are using the system with the transaction
volume amounting to US$43 billion. In addition, 91% of the bids are electronically managed. GePS has resulted in
annual transaction cost savings of US$4.5 billion due to digitised processes and integrated information.
According to the authors, critical success factors were support from top level leadership beginning with the
President’s Office, Korea’s advanced IT capabilities and infrastructure, commitment and coordination amongst the 53
public and private organizations involved, and changes to related e-commerce and e-procurement laws and
regulations to enable the new GePS to work.  
The system won the United Nations Public Service Award in 2004 and was selected as the best practice in its Global
E-government Readiness Report in 2004. In 2006, the World Information Technology and Services Alliance awarded
its Global IT Excellence Award to PPS. The system is now recognised as one the most advanced e-procurement
services worldwide.
Singapore’s E-payment Venture into Asia: eNets
NETS (Network for Electronic Transfers) have been supporting Singaporean’s daily payment needs for over two
decades from supermarket cash registers to CashCards for Electronic Road Pricing (ERP). NETS’s latest venture has
been to expand its e-payment capabilities across the Asian region. “E-business can offer companies far greater
growth than traditional businesses. I’m talking about 100% to 200% growth”, says Raja Lorenz, General Manager of
eNETS Pte Ltd. Comments Gan, “They have targeted the e-payment market as it is the fastest-growing sector...The
learning point is to understand the strategies of how NETS expands its business. Readers [of this case study] can
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then explore if these strategies would work for them.”
Over the three years that eNETS has been operating in South East Asia, it has nearly doubled revenues annually.
“The dot-com spirit is very much alive and kicking. The need to venture out of Singapore is driven by growth.
However, leaving our comfort zone is never easy,” says Lorenz, eNETS began its first interconnection with an
overseas payment gateway in late 2004. This was followed by the acquisition of other overseas merchants in 2005,
serving more than 1000 merchants by the end of the year.
The eNETS suite of products allows users to make payments online via credit cards, direct debit or virtual accounts.
Customers can pay through the Internet, or mobile wireless devices like PDAs. For the first two years, eNETS
focused on providing e-payment services only to vertical markets such as large government agencies and MNCs.
When these services matured, eNETS developed a simplified solution that could be sold to a broader market, which
included smaller merchants with lesser monthly transaction volumes. This is touted to be the future growth segment
for eNETS.
“In terms of revenue, the horizontal market accounts for 33% of the total revenues, but 80% of the merchants we
serve are from this [smaller] market. We expect the horizontal market to overtake the vertical market in a year or
two in terms of revenue”, say Lorenz. As the growth of e-business depends on a country’s internet usage, eNETS
will concentrate on the emerging markets of Malaysia and Thailand.  
In venturing overseas, eNets has faced its share of challenges such as security issues, merchant risks, costs and
social equity. Although online security of transactions has improved with the latest technologies such as Secured
Sockets Layer (SSL) and Address Verification System, merchant risk remains high with credit cards, especially since
customers can dispute charges. Some merchants like Walmart are reluctant to accept foreign credit cards or to
deliver to overseas addresses.
eNETS is committed to working with local partners who not only provide a good understanding of local markets,
regulations and merchants, but also provide a quick way to scale up and build local presence. Take, for example,
China. According to Lorenz, “China’s legal infrastructure is still in the early stages of development. The rules are not
clear, and your partners can help you mediate with regulators.”
Tapping into local knowledge and differentiating their e-payment services from local competitors are key factors in
eNETS’s success overseas, together with effective risk management and sales and marketing.
Pioneering a Community Portal: BigTrumpet.com
At the time Neerja Sethi, Vijay Sethi and James Kang wrote up the BigTrumpet.com (BT) case study, BT was the
world’s first nationwide community portal based on Extensible Markup Language (XML) web services. The deployment
of the BT portal was even more unique due to the collaboration forged between the ‘3P’s – people, public and
private. The vision of BT is to connect Singapore residents online. Users are provided with a single interface to
complete a comprehensive range of transactions on the BT portal without having to visit multiple websites.
The seeds of BT were sown in 2002, when Microsoft wanted a test bed to create the world’s first nationwide
community-based web services offering. The Infocomm Development Authority (IDA) of Singapore identified web
services as one of the five engines of growth for Singapore’s software and IT industries. Both organisations then
approached NTUC Income, a Singapore based insurance cooperative with an established online user base of 200,000,
to be the service aggregator to this project. NTUC jumped at the opportunity.
A list of guiding principles was designed for the online services, including the need to reach out to the public, cater
to all demographics, be pervasive, provide a one-stop-solution, and enable users to personalise the portal to suit
their need. Six teams working across government agencies and private sector organizations completed the project in
18 months. The BT portal comprises two sub-portals, the back-end organisation portal, and the front-end consumer
portal. The Organisation portal, a “paperless, fully digital operational system” is available internally to NTUC Income’s
staff and agents, and links externally to government partners, law firms and suppliers. The Consumer Portal is open
to the general public who are able to access a host of services relating to careers, schools, domestic improvement,
e-payment, vehicles, travel and even a ‘vault’ to store their wills online.    
By 2004, BT’s consumer portal had received 20 million hits and its organisational portal 8 million hits. Overall,
registered users have grown to 250,000 and usage has grown by 600% since the launch of the portal. BigTrumpet is
a world-class showcase that demonstrates innovative use of web services to aggregate community-oriented online
services from the public and private sector, and deliver these to the general public. Microsoft CEO Steve Ballmer,
who attended the launch of BigTrumpet, is quoted as saying, “This project is at the forefront of anything I’ve seen
anywhere in the world in what the government is trying to do with the private sector industry to stimulate
acceptance and use of these new concepts.”
 (#top)
 (#top)
7/21/12 How Asian Companies Have Successfully Leveraged IT to Go Global - Knowledge@SMU
3/3knowledge.smu.edu.sg/article.cfm?articleid=1081
A ll materials  copyright of Singapore Management Univers ity (http://www.smu.edu.sg) and the Wharton School (http://www.wharton.upenn.edu) of the
Univers ity of P ennsylvania (http://www.upenn.edu), P rivacy P olicy (http://knowledge.smu.edu.sg/privacy.c fm).
